CR«Y 


CUSTOMER     SftTISR«CXION  SURVEY 


REPORT  Q  R     I     ivj     E>     I     N     e  S 


ftp  R  XL.    S^,  3.33& 


By 


IMPUT 
1  9-<h3    L^amd  X  rigs  Dr-ive 
Mou*Tb^ir*    View,      Cf*  ^-^i-SOS 


M3  1X3A^3  7 


CRI  OBJECTIVE 

ESTRBl_ISH    CRI     «S  THE 
STftNDftRD    OR  V<=»I_UE 

FURTHER    STREIMC3THEIM    CRI     BY  s 

US  I  IMS    CUSTOMER    S«TISRftCTION    ftS  ft 
PRlMftRY    COMPETITIVE  EDGE 

METHOD  s 

COIMDUCT    CUSTOMER    SftT  I  SF"ftCT  I OIM  SURVEY 
TO     IDElNiTIRY  ftTTITUDES/COMCERIMS 

OUTCOME  s 

IDEMTIRY    STEF>S    TO  ENHANCE 
CUSTOMER    SftT I SRftCT 1 ON 


PURPOSE    OF^  SURVEY 

ftCCURRTELY  UNDERSTAND  CURRENT  ATTITUDES 
ESTABLISH    BASE    L- 1 NE    ROR    F^UTURE  SURVEYS 


SURVEY  SCOP-E 


KEY  ISSUES 


HARDWARE    PtND  SOFTWARE 

AVA  1 1_AB  I  L.  I  TY/  REI_  I  AB  I  L_  I  TY 
SATISRACTIOIM    Ul  I TH  SUP-PORT 
E>  I  AGNOST  I  CS 

I IMST  AI_L_  AT  I  OIM  SERVICE 

TRAINING 
DECISION  CRITERIA 
DOING    BUSINESS    WITH  CRI 

RESF-ONS  I  VENESS 

F='OL.I  CI  ES 

INTERACTION    WITH    SENIOR  MANAGEMENT 
LIKELIHOOD    BUY    ANOTHER  CRAY 


METHOr>OL_OSY 

USA    CUSTOMERS  ONLY 

SITES 
AS  INTERVIEWS 
1  a    OIM— SITE  INTERVIEWS 
S"7    TELEPHONE  INTERVIEWS 


RESPONDENTS  =     PERSON  <S>      MOST    LIKELY     TO s 

INF-LUENCE  NEXT  SUPERCOMPUTER  ACQUISITION 
BE    MOST    KNOWLEDGEPIElLE    OF"    CRI  PERF=-ORMPlNCE 

STPINDARD  QUESTIONNAIRE 
COMMENTS    ACTIVELY  ENCOURAGED 


SURVEY  DURftTIOlM 
OIM— SITE 

DURATION 

RVERftGEs      1     HOUR     15  MIIMUTES 
RANGES     ^5    MINUTES    TO    £  HOURS 
TELEPHONE 

DURftTION 

AVERAGES     ^0  MINUTES 
RANGES     SO    TO    S0  MINUTES 


UJANTEE)    assurance:    SURVEY    UIPIS    CRI  AUTHORIZED 


SENEROUS    WITH    THEIR  TIME 


CAMDID     IIM    THEIR  REF>l-IES 


AI=»F>RECI  ATED    BE  I  IMS  INTERVIEWED 


CUSTOMERS  INTERVIEWED 


ORGANIZATION 

AIR  FORCE  GLOBAL  WEATHER 
AIR  FORCE  WEAPONS  LAB 
ARCO 

ARNOLD  ENGINEERING  DEV.  CENTER 
AT&T  BELL  LABS 
BOEING  COMPUTER  SERVICES 
CHEVRON  GEOSCIENCES 
CHEVRON  OIL  FIELD  RESEARCH 
CDC/UNITED  INFORMATION  SERVICES 
DIGITAL  PRODUCTIONS 
E.  I.  DUPONT 

EXXON  PRODUCTION  RESEARCH 

EXXON/USA 

FAIRCHILD 

FORD 

GA  TECHNOLOGIES 
GENERAL  DYNAMICS 

GENERAL  MOTORS 
GRUMMAN  AEROSPACE 
LAWRENCE  LIVERMORE  NAT.  LAB. 
LOCKHEED  ADV.  AERONAUTICS 
LOCKHEED  MISSILES  AND  SPACE 
LOS  ALAMOS  NAT. LAB. 

MOBIL  EXPLORATION 
NASA  LEWIS  RESEARCH 
NASA  AMES 

NATIONAL  CENTER  FOR  ATMOSPHERIC  RESEARCH 
NATIONAL  MAGNETIC  FUSION  ENERGY 

NAVAL  RESEARCH  LAB. 


OAK  RIDGE  NAT. LAB. 
PHILLIPS  PETROLEUM 
REI (UNIV. OF  MINN. ) 
ROCKWELL 

SAND I A  NAT. LAB. , CA 
SAND I A  NAT. LAB. , NM 
SCHLUMBERGER 
SHELL  OIL 


STANDARD  OIL 
SUN  EXPLORATION 

UNIVERSITY  OF  ILLINOIS 
WESTINGHOUSE 

WRIGHT  PATTERSON  AFB 


RESPONDENT 

JAMES  WILSON 
BILL  SNELL 
JOHN  CDMAN 
CHARLES  MURPHY 
JOE  SURICO 
PETE  NELSON 
ROBERT  SP I ELM AN 
BILL  BARTZ 
JIM  SIMPSON 
NATE  LOSAPIO 
JIM  DAVIS 
JOHN  TAYLOR 
DAN  TURNER 
DEAN  MILLER 
CARLSO  D' ANGELO 
ROBERT  HEINEY 
SID  KARIN 
JIM  MATOUS 
BILL  GRIFFIN 
DEAN  HAMMOND 
JOHN  WITTE 
BOB  BORCHERS 
HAROLD  WEINBERGER 
DOUG  TELFORD 
NORMAN  MORSE 
BILL  BUZBEE 
HAROLD  DAVID 
PEG  YDHNER 
F. R.  BAILEY 
MARCIE  SMITH 
PETER  OILMAN 
JOHN  KILEEN 
MARILYN  RICHARDS 
RUDI  SAENGER 
DORIS  GOSSETT 
HARVEY  BROCK 
CHARLES  ALLEN 
COLIN  WILKINSON 
JOHN  SELL 
DAN  PARCEL 
ABRAHAM  LEVINE 
STEVE  BINKLEY 
E.  K.  MONTOYA 
ROBERT  SNOW 
LARRY  KEALY 
CLINT  BRISCOL 
CARL  SMITH 
RON  KOEHLER 
JOE  SHARP 
MAYNARD  REDEKER 
SANDY  MOY 
JIM  KASDORF 
BOB  PRICE 
DEMETRIUS  ZDNARS 


SURVEY    DPiXft  BPtSE 


MUMERICPIL     QUESXIOIMS     I IM  COMPUXER 

fiLl-    XEXT     REPLIES     ft  VPl  I  LftBLE     ON    HftRD  COPY 
SELECTED    TEXT     I  IM    COMPUTER     DftXft  EiPkSE 
DBASE     III     AND    ABSXAX     SORT-W<=lRE      C  I PC> 
HARD    COPY    ft  Vm  LABILE  Vlfts 

GOVERMMEIMX    VS  COMMERCIftL 

MODEL  TYPE 

OPERftXIIMG    SYSTEM  TYPE 
RES I ON 

EXTENT    OR  USftSE 


RESF-OIMDEMTS    OP-XEM    PlSKED  TO 
RftTE    XHEIR  fiXXITUDES 
SCftLE    =     1     TO  10 
1     =  LOW 
10    =    H I OH 

RESI='OIMDEIMTS    C3IVEN    NO  F^URTHER 

DESCR  I  P»T  I  ON    OF^     R«T  I  NO  V«I_UES 

l3ENERfil_l_Y    YOU    SHOULD    EVfiLU«TE  RESP'ONSES 
AS    FOLLOWS B 

3  —  10  =  EXCELLENT 

"7  —  a  =  GOOD 

5  —  &  =  F=-m  R 

X  —  ^  =  POOR 


MODEL  T¥PE 


100 

80 
70 
60 


30 
20 
10 

0 


C-1     W  C-2 


PI ft I   MODEL  TYPE 


MODEL  TYPE 

C-1 
XMP 
C-2 


PERCENT 

33.  3 
57.8 

a.  9 


X 


SYSTEM  SW  USED 


93  -I 

80  - 

78  - 

63  - 

50  - 

40  - 

3m  - 

28  - 

10  - 
0 


COS 


CT5S 


mim     imm  mmm 


5.ia»  SYSTEM  SOFTWARE  USED  <Qlg) 

TYPE       %  TOTAL  #  COSES 

COS         77.  3  34 

CTSS         £5.6  11 

UNICOS       5.  a  3 

FORTRftN     88.  6  39 

STftTlDN     53.5  £5 


PROCESSING  TVPE 


m 


60  -I 

40 

30 


PM.  RES. 


QIF:   PROCESSING  TYPE 

PROCESS INS  TYPE  %  DESCRIPTION 

PROD.  51.1  PRODUCTION 

RES.  "*a-  9  RESEftRCH 


S  CH  EDU  LED/ WEEK 


H 


z 

o 

70 
H  60 
^  50 
40 

30^ 
20 

10 
0 


n         M        111        JM        JSfl       171  >17l 


Q3;   SCHEDULED /WEEK 


SCH/WEEK  PERCENT 


MEAN     MIN  MAX  STD.  DEV. 


0-50 

90 

110 

130 
150 
170 
>  170 


0 
4.  4 
2.  £ 
£.  £ 
4.  4 
15.  6 
71„  £ 
0 


DESCRIPTION 
UNDER  50  HOURS/UEEK 
51-70  HOURS/WEEK 
71-90  HOURS/ WEEK 
91-110  HOURS/WEEK 
111-130  HOURS/WEEK 
131-150  HOURS/WEEK 
151-170  HOURS/WEEK 
OVER  170  HOURS/WEEK 


TOTftL 


100 


150.4    50  i&a 


£8 


UTIL/^PAST  MO 


80 


C  70 
60 

50 

M  40 

w  30 

n3  20 

Pi  10 
H  0 


innnn  fn^  fllil 


10  20  30  40  50  60  70  80  90  100 
'A  UTILIZATION 


Q4:   UTILIZATION  /  POST  MONTH 


%  UTILIZATION 


%  TOTAL 


10 

4.  7 

S0 

4.  7 

30 

40 

0 

S0 

4.7 

£0 

4.7 

70 

6.9 

80 

9.  3 

90 

ia.& 

100 

39.  5 

TOTAL 

100 

MEAN 


75.  2 


MIN 


MAX 


STD. DEV 


10 


100 


£8.  4 


UTIL/'PAST   6  MO. 


i  70 
60 

W  50 

M  40 

i-i  30 

n3  20 

b  10 


IB  20  30  40  50  60   70  80  90  100 


Y.  UTILIZATION 


Q4g   UTILIZATION  /  PRST  S  MONTHS 


34  UTILIZATION 
10 

se 

30 
40 
50 
£0 
70 

S0 

90 
100 


5t  TOTAL 

e.  9 

£.  9 
£.9 
5.  9 
£.9 
£,  9 
£.9 
5.  9 
14. a 
56 


MEAN 


MIN 


MAX 


STD. DEV.      #  CASES 


TOTAL 


100 


ai 


10  100  £8.7  34 


tt   INTER.    /  MO 


S 


Hi 
H 


80 
70 
60 


40 
30 
20 
10 

0 


f-S        ir^li  ltr28       21-S  2»» 

INTERUPTS/'MONTH 


QS:    INTERUPTIONS  /  MONTH 


INTER/MD.    %  TOTftL 


0-5 
6-10 
11-15 
16~£0 
21-25 

£6+ 


60.  a 
£1.2 
9 

3 
3 
3 


MEAN 


MIN 


MAX 


STD. DEV.      #  CASES 


TOTAL 


100 


a.  5 


75 


13.  1 


33 


'A  K  A  RDM  A  RE  INTER 


A 


80 
70 
60 
50 
40 
30 
20 

10 
0 


jil. 


20     40     60     80  100 


V.  HM  INTERRUPTS 


Q&A:   %  HARDWARE  INTERRUPTIONS 


%  HARD.  INTER 
20 
40 
60 

80 

100 


3t  TOTAL  MEAN  MIN  MAX  STD.  DEV  CASES  DESCRIPTION 
7.  1  0  TO  £0 

10.  a  £1  TO  40 

3£. 1  41  TO  60 

£1.4  61  TO  80 

£8. &  81   TO  100 


TOTAL 


100 


66.3   11  100 


£7 


£8 


V.  SOFTUARE  INTER. 


60 
50 
40 
38 
20 
10 
0 


28  49  69  88  188 
V.  SU  INTERRUPTS 


Q6B:   %  SOFTWfiRE  INTERRUPTIONS 

a  SW.JNTR.  %  TDTftL  MEftN  MIN  MAX  STD.  DEV. 

ae  50 

A0  17.8 
80  17.8 
80  10.8 

100  3.6 


CASES  DESCRIPTION 
0  TO  £0 
21  TO  40 
41  TO  60 
81  TO  80 
81  TO  100 


TOTftL 


100         30.  1     0     89       £8.  1 


£8 


DECISION  CRITERIA 


^  101 


FES  m  m  sps  HPS  ash  hep 


Qai  DECISION  CRITERIA 


CODE 

MEAN 

MIN 

MAX 

STD. DEV. 

DESCRIPTION 

PER 

9.  a 

&.  0 

10.  0 

1.  1 

OVERALL  SYSTEM  PERF. 

REL 

a.  5 

3.  0 

10.  0 

1.  6 

SYSTEM  RELIABILITY 

SSM 

8.  0 

1.  0 

10.  0 

a.  0 

AVAIL.    OF  SYS. SW 

REP 

5.  a 

1.  0 

10.  0 

3.  0 

VENDOR  MA I NT.  REP. 

SPR 

7.  7 

4.  0 

10.  0 

1.6 

OVERALL  SYSTEM  PRICE 

MPR 

7.2 

3.  0 

10.  0 

1.  a 

MAINT.  PRICE 

ASM 

6.  4 

3.  0 

10.  & 

i.a 

AVAIL.    OF  APPL.  SW 

DECISION  CR.  CCOMH/GOUT) 


U 

y 
z 

i-l 

o 

z 


9 

3^ 
7 

6i 
5 


PE 


RE 


SS 


SP 


MP 


AS 


RP 


COM 

EEEEI 

GOV 


D£;  DECISION  CRITERIfi  (COMMERCIfiL/BOVERNMENT) 


FftCTOR 


MEAN 


MIN 


MAX 


STD. DEV. 


PER 

9.  2 

6.  0 

10.  0 

1.  1 

REL 

a.  5 

3.  0 

10.  0 

le  6 

SSM 

Be  0 

1.0 

10.  0 

2.  0 

REP 

5.  a 

1.0 

10.  0 

3.  0 

SPR 

7.  7 

4.  0 

10.  0 

1.  & 

MPR 

7.  2 

3.  0 

10.  0 

1.  a 

&.  A 

3.  0 

10.  0 

1.  a 

DESCRIPTION 


BY  COMBINED  RfiNKING 


OVERALL  SYSTEM  PERF. 
SYSTEM  RELIABILITY 
AVAIL.    OF  SYS. SW 
VENDOR  MAINT.  REP. 
OVERALL  SYSTEM  PRICE 
MAINT.  PRICE 
AVAIL.    OF  APPL.  SW 
BY  COM  RANK 
BY  COMMERCIAL  RANKING 


VICTOR 

TOT 

COM 

BOV 

FACTOR 

C 

G 

PER 

9.  2 

9.  0 

9.  4 

PER 

9.  0 

9.  4 

REL 

a.  5 

a.  3 

a.  a 

REL 

a.  3 

a.  a 

SSW 

a.  0 

a.  1 

7.  9 

SSW 

a.  1 

7.9 

REP 

5.  a 

6.  £ 

5.  £ 

SPR 

7.  4 

a.  1 

SPR 

7e  7 

7.  4 

Be  1 

MPR 

7„  4 

6.  a 

MPR 

7.  2 

7.  4 

&e  d 

ASW 

6.  5 

6.  4 

ASW 

6.  4 

a.  5 

6.  4 

REP 

6.  £ 

5.  £ 

PE 

RE 

SS 

SP 

MP 

AS 

RP 

COM 

9.  0 

a.  3 

a.  1 

7.  4 

7.  4 

6.  5 

6.  £ 

GOV 

9.  4 

a.  6 

7.  9 

a.  1 

a.  a 

6.  4 

5.  £ 

COMMEIMTS     REGftRD  I NG    DECISIOIM  CRIXERIft 

"EftSE    OF"    COIMVERX1IMI3     IS    VERY     1  Ml=>0  RTOIMT 
"  COMP'P>T"«B  IL_  I  TV     IS    VERY  IMPORX«IMT" 
"XHOUeHPUX    AND    COMPRTftB  1 1_  I  T  Y     IS    KEY  " 
"ftV<=»II_fiBHI_-rY     OF^    SYSTEMS  SOP-TWftRE 
U1I1_I_    BE    ESF>EC  I  «l_l_Y     I  MPORTPllMT  " 


ftpr  £3,    1986  9:52  AM 


t.t 


160 
90 
80 
70  -1 
60  - 
50  - 
40 
38  - 
20  -J 
10 
0 


1-4 


5-6 


7-8 


Q19a  HflRDWflRE  INSTftLLftTION  

RATING     %  TOT.    #  CASES     MEAN  WIN.    MAX.    STD. DEV. 


1-4 

0 

0 

5-6 

0 

0 

7 -a 

16.  3 

7 

9-10 

63.  7 

36 

TOTAL 


100.  0 


43 


9.4       7        10  .9 


HM  SATISFACTION 


Q9i   MfllNFRflME  ftV;QT.  QpTl.lTVyPFI  Tep^LITV 
CODE  MEAN     MIN  MfiX  STD. DEV. COSES  DESCRIPTION 

PER     7"l        i        II  J-f  MftlNFRAME  AVftlLfiBILITY/RELI ABILITY 

^       '®  ^2       PERIPHERAL  flVfllLABILITY/RELIflBILITY 


Apr  £3, 


1986  5:06  PM 


H  W  ft  y  L/REL . C  COMM/GOU  T  > 


10 

9 
8 
7 
6 


m 
i 

•Ml. 


MF 


GO«T 


PER 


Q9l   HARDWARE  flVfllLftBILITV/RELIflBILITV  (COM/BDV  QND  SV  MODEL) 

CODE         MEAN  MIN  MAX  STD. DEV.    CASES  DESCRIPTION 

8.  5       £  10         1.8           4A  MAINFRAME  AVAIL. /RELIABILIT 

PER         7.1        £  10          1.8            A£  PERIPHERAL  AVAIL. /RELIABILITY 

MF     PER  MF  PER 

COMM         8.  4     7.  3                                  Ci  8.3  7 

GOVT         8.7     6.8                                    XMP  8.7  7.4 


Apr  £3,    1986  5:16  PM 


H  M  A  U  L/REL . ( B V   HODEL  > 


10  -| 

9 
8 
7 
6 


Ci 
XHP 


09:   HftRDMPIRE  flVfllLflBILITY/RELIflBILITY    (COM/BOV  AND  BY  MODEL)  

CODE         MEAN  MIN     MAX  STD. DEV.    CASES  DESCRIPTION 
MF-  8.5       2       10         1.8  44       MAINFRAME  AVAIL. /RELIABILITY 

PER         7.1       2       10         1.8  42       PERIPHERAL  AVAIL. /RELIABILITY 


COMM 
GOVT 


MF 

a.  4 
a.  7 


PER 
7.3 
6.  8 


CI 
XMP 


MF 
8.  3 

8.  7 


PER 

7 
7.4 


HM  MA I NT.    ON-SITE  RESP.  TIME 


90 
88 

60 


30 
20 
10 
0 


9-5    6-15  16-38  30+ 
MINUTES 


Q7ft:   HARDWARE  MfilNTENflNCE  ON-SITE  RESPONSE  TIME 
HW  ON-SITE  RESP.    TIME     %  TOTAL     MEAN     MIN     MAX  STD. DEV. 

0-5  aa. 5 

6-15  a. 6 

16-30  0 

30+  £.  9 


#  CASES 


TOTAL 


100 


6.  4 


60 


10 


35 


I 

I 


HM  MA I NT.    OFF-SITE  RESP 


1A 
H 

M 


70 
60 


40 
30 
20 
10 
0 


ill 


30     68      99     >  99 
MINUTES 


TIME 

wmrn 


Q7B:   HfiRDWARE  MfilNTENfiNCE  OFF-SITE  RESPONSE  TIME 
RESP.    TIME  S  TOTfiL     MEAN     MIN     MfiX  STD. DEV.      #  COSES  DESCRIPTION 


30 
6(21 

>  90 


35.  S 
58.  9 
5.  9 

0 


0  TO  30 
31  TO  60 
61   TO  90 

OVER  90 


TOTftL 


(A 
M 

K 


70 
60 


40 
30 
20 
10 
0 


HM  REPAIR  TIME 


l-i   1.1-2  2.1-3  3+ 
RESPONSE  CHOURS> 


08 I   HftRDMftRE  REPAIR  TIME 

HW  REPfilR  TIME     5t  TOTAL     MEAN     MIN     MAX  STD.  DEV. 

0-1  66.7 
1.  1-S  £6.7 
£.1-3  3.3 
3+  3.  3 


#  CASES 


TOTAL 


100 


1.  £ 


.  3 


.8 


30 


■wi.  -m-   jm,  ■  A  J— 1.  ran  -sr   J-y.  ^-%. 


43 

35 
30 
25 
2& 
15 
13 
5 
a 


-i 


1-4 


5-6 


7-e 


I  I 
I  i 

J  L 

S-IQ 


Q10fl!   DIPIGNOSTICS  QUALITY 


RfiTINQ  %  TOT.  #  CASES     MEAN  MIN.    MAX.    STD. DEV. 

1-4  £0  6 

5-6  £6. 7  a 

7-a  33.3  10 

9-10  £0  S 

TOTAL  100.0  30            6.5       £        10  £.3 


10 

9 
8 

i 

6  - 
t>  — 
•4 

3  -i 
o 


I N . CON 
DOCU 


P.  AUA 

tHHHll 

ESCAL 


OUflOi  HU)  SERVICES  <PnflD? 


CODE     MEAN  MIN  MfiX  STD. DEV.  #  CfiSES  DESCRIPTION 

IN. CON  8„9  4  10  1.5  31  HARDWARE  INSTALLATION 

DOCU     8.5  7  10  1  £1  HARDWARE  DOCUMENTATION 

P,  AVA  8.9  A  10  l.£  34  PARTS  AVAILABILITY 

ESCAL  7.9  4  10  1.9  3£  HARDWARE  ESCALATION  PROCEDURES 


z 

o 

H 

o 

h 

Ml 

H 
<C 


1 


9  - 
S 
7 
6 

4 
3 
2 

1  H 


I 


I 


i 


1  1 


QllEFt  CUSTOMER  ENBINEER  SKILL  LEVEL  RftTINGS  

CODE       MEAN         MIN       MAX     STD. DEV.        #  CASES  DESCRIPTION 

LOC       a.  3  5  10  1.1  37 

REM       a.  6  7  liZi  .3  £3 


1 


2!d 


VES  NO 


Qggfli   REMOTE  DIflGNOSTICS 

RATING     %  TOT.   #  CASES 

YES'  51.4  19 
NO         48.6  IB 

TOTAL       100  37 


MftlNTENflNCE  FKlClH 

MM 


X  50 


tA 
M 
i-t 

Oi 
H 
K 


30 
20 

0 
0 


1-4    5-6    7-8  9-10 
RATINGS 


Q£2B: 

MftlNTENPlNCE 

PRICE 

CODE 

-A  TOTAL  # 

CASES 

1-4 

14 

5 

5-6 

S£.  £ 

8 

7-8 

41.6 

15 

9-10 

££.  £ 

8 

TOTAL 

100 

36 

6.  a 


£ 


10 


COS  RATINGS 


Z 

o 

H 

O 

H 


10 

9 

8  H 
7 

5 


AUAIL  SESP  REPR 


QlSi   QPER. SYS.  RATINGS 

CODE         MEAN       MIN       MAX     STD. DEV. 


DESCRIPTION 


AVAIL       6.9  2  10  1.9  OS  AVAILABILITY/RELIABILITY 

RESP         7o4  £         10  1<,9         OS  MAINT.  RESPONSE  TIME  RATING 

REPR         6.3  £  9  1.6  OS  MAINT. REPAIR  TIME  RATING 


FORTRAN  RATINGS 


Z 

o 

H 
O 
« 

M 
m 

H 
« 

(A 


10 
9 

8  -I 
7 
6  J 
5 


AUftIL  MP  REPR 


Q15.    FORTRAN  RQTINGS  <Q15) 

CODE         MEAN       MIN       MAX     5TD. DEV. 


DESCRIPTION 


AVAIL       6.9  2  10  l.a  FORTRAN  AVAIL. /REL. 

RESP         7.1  £  10  £  FORTRAN  MAINT. RESP. TIME 

REPR         6.6  £  9  1.8  FORTRAN  MAINT. REPAIR  TIME 


RORTRfilM  COMMENTS 

"F^ORTRftM     1.1.5    HAS    DROPF^ED     IM     QUftl—  I  "TY 

IN    THE    PftST  YEftR" 
"CRT     IS    ft  NIC3HTMftRE" 

••CRT     IS    ft    SHftKY    PIECE    OF"  SORTWftRE" 
"WE    REEL-    NO    ONE     IS  LISTENING 

TO    US     RESARDINO  CRT" 
"CRN*  T    GET    RNY    ATTENTION    fiiT    CRI  HQ 

REGARDING  RORTRPIN" 
"RORTRfiN     IS     <=»     MEMORY  HOG" 


STATION  RATINGS 


Z 

o 

H 
U 

a 

M 
H 

a 

(A 


18 

9  -I 
8 

7  ^ 

6 
5 


AUAIL  RESP  mR 


D15.    STATION  RATINGS  (015) 


CODE 

MEAN 

MIN 

MAX 

STD.  DEV. 

#  CASES 

DESCRIPTION 

AVAIL 

7 

A 

9 

1.5 

23 

STATION  AVAIL. /REL. 

RESP 

7.  5 

3 

10 

1.  8 

20 

STATION  MAINT. RESP.  TIME 

REPR 

7.  2 

3 

10 

1.6 

22 

STATION  MAINT. REPAIR  TIME 

C. Q13fiBRflPH 


SVS . SM. RESPONSE  TIME 


18 

9 
8 
7 

5 


COS    FORTH  SIN 
TVPE  OF  SOFTMARE 


C.  Q13PDATPI 

Q13fis   SYSTEMS  SOFTWARE  RESPONSE  TIME 


TYPE 

MEAN 

MIN. 

MAX. 

CASES 

DESCRIPTION 

COS 

6.  1 

.  1 

17 

COS 

FORTN 

a 

.  I 

ae 

17 

FORTRAN 

STN 

7.  4 

.  1 

40 

10 

STATION 

Apr  28,    1986   1:04  PM (C. Q14W0RKSHEET)    SYS. SW. REPftI R  TIME  WORKSHEET 


C.  DIAGRPIPH 

SVS . SM. REPAIR  TIME 


36  - 

32  -  ilii 

28  -  ,  . 

24-       .  ,  illi  ill 

2a-       Ilii  iSlll  ill 

16   — — ^ — 

COS  FOSIN  SIN 

T¥PE  OF  SOFTUARE 

C. Q14DfiTft 

QIA:   SYSTEMS  SOFTWARE  REPfilR  TIME 

TYPE         MEAN  MIN.    MftX.    CASES  DESCRIPTION 


COS 

22.  2 

48 

11 

COS 

FORTN 

33.  3 

2 

i&e 

11 

FORTRfiN 

STN 

2&.  2 

2 

48 

3 

STATION 

SORTWfiRE     RESPOIMSE/REPftl  R  COMMEIMTS 

••X«KES    MONTHS    "TO     RESOLVE    SW-  P-ROBLEMS" 
"TftKES     1     HOUR    TO    F"  OR  EVER    TO     REF-ft  I  R  SU». 
"IS     RESi=>OIMS  I VE    TO    SEVERE    SW-  F^ROBl_EMS, 

BUT    LESS    SO    TO    LESS    URSEIMT  OMES" 
■'REP«IR    TIME    ROR    NON— C  R  I  X  I  C«L 

SW    P-ROBLEMS     IS  TERRIBLE" 
•■T>EEERREE>    SW    PROBLEMS    T<=IKE    TOO    LOIMG " 
••  OR  I     IS    TERRIBLE     REGARDS  BUGS 

IN     INITIAL  RELEASES" 
MOIMY    OR  I     USERS     IN     CUS    «RE  UP-SET 

RE  s     CRT'S    QUftLITY     PtSSURPINOE  METHODS 


SOFTWARE  ESCALATION 


QlSEt   SOFTWftRE  ESCfiLATION 

TYPE  MEftN  MIN  MAX  8TD. DEV#  CASES  DESCRIPTION 

STIM       7.2       1      10         2.1  17  STATION 

OS  7        110         2.  1  24  OPERATING  SYSTEM 

FORTN  6.3       1      10         2.5  19  FORTRAN 


Q16:0S  SKILL  LEVEL  RfiTINGB 

CODE           MEAN     MIN     MftX     #CflSES  STD. DEV.  DESCRIPTION 

LOCPIL              7.9          4        10                £8  1.6  LOCftL  ON-SITE  SOFTUftRE 

REMOTE                a         5        10                £1  1,4   REMOTE    (DIST. , REG. , HQ) 


JL 


9 
8 
7 
6 
5 
4 
3 
2 
1 
6 


-t 


WEST     CENT    PETRO  EAST 


D16:REGIDN 

OS  SKILL 

LEVEL 

(ON- 

SITE) 

REGION 

MEAN 

MIN 

MPIX 

STD. DEV. 

#  CftSES 

WEST 

a.  4 

a 

llZl 

.  a 

7 

CENT 

a 

4 

10 

£.  5 

5 

PETRQ 

7.  a 

cr 

10 

1.7 

1  i 

EfiST 

7.  4 

5 

a 

1.  3 

5 

TOTAL 


£1 


OS   SKILL.   CSIT£>    BV  MODEL 


10 

9 

8  H 
7 


CI 


Q16!0S  SKILL  LEVEL  (SITE)  BY  MODEL 

RE8Z0N        MEAN  MIN  MAX  8TD. DEV.  #  CASES 

CI             7.8  A             10           £  9 

XMP             a  5             10         1.3  19 


IT" "Ell  **•  l'^-*- «tf      idTw  TB-P  ir  ir  -ir 


10 

^  1 
^  1 
^  1 

«>  -i 

5  -i 
4  - 
3  - 

6  — 

i  - 


tr  Tmif  ■  It— ■  V  rfTfc 


LOCAL.  REMOTE 


Q16:F0  SKILL  LEVEL  RATINGS 
CODE  MEAN     MIN     MAX  #CASES 


STD. DEV.  DESCRIPTION 


LOCAL 
REMOTE 


7.  9 
7.  a 


liZi 

10 


17 


1.6  LOCAL  ON-SITE  SOFTWARE 
1.6    REMOTE    (DIST. , REG. , HD) 


s^fc  tw^  _A„  <Tr* 

3.  1  I 


lOs^!  SKILL  LEMELS 


•CC 


10  -! 

1 

5  -I 

i 

8  - 
7  - 

6  — 

5  - 

4  - 

2  - 
1  _ 


@ 


.1- 


i  I 


LOCAL  REMOTE 


Q16:STftTI0N  SKILL  LEVEL  RATINGS 

CODE  MEAN     MIN     MfiX     #CASES       STD. DEV.  DESCRIPTION 

LDCftL  7.9          4        10  la  1.8  LDCftL  ON-SITE  SOFTWARE 

REMOTE  6.  1  6        10  16  1    REMOTE    (DIST. ,  REE.  , HQ) 


NOw  HELP  GRI    SI4  ANAL 


<J3 


ISS 

90 

- 

83 

78 

63 

58 

43 

- 

3 1» 

- 

29 

- 

IS 

8 

1 

DIAG.  MODS 


REL, 


017:    CLIENT  CURRENT  BW.    SUPPORT  TD  CRI 

CODE         'A  NOW     #  COSES  DESCRIPTION 

DIflG.  7£.5  £9  DIAGNOSE  PROBLEMS 

MODS.  7121.7  £4   INSTALLING  PftTCHES/MODIFlCPlTIONS 

REL.  7&. £  3£   INSTALLING  NEW  RELEASES 


CONS.  HELP  cm   SM  ANAL. 


i-3 


100  - 

90  - 

80  - 

70  - 

60  - 

50  - 

40  - 

30  - 

20  - 

10  - 

0  - 


DIAG.    MODS.  R£L. 


Q17i  CLIENT  CONSIDER  HELPING  CRI  SOFTWftRE  fiNfiLYBTB 

code"       )t"C0N8.»  CfiSES  DESCRIPTION 

DIftG.  75.0  £4  DIfiGNOSE  PROBLEMS 

MODS.  71.0  '££~INSTfiLLING  PfiTCHES/MODIFICfiTIONS 

REL.  70.0  £1    INSTALL I NG  NEW  RELEASES 


SyS . Sn. TSAIHIHG  CSITE> 


10  n 

0  .— 

8  - 
7  - 

f  - 

3  - 

4  - 
3  - 
^  — 

1  - 

0 


Q18B:    SYSTEm  SOFTWARE  TRAINING  AT  CUSTOMER  SITE 


TYPE 

MEAN 

MIN. 

MAX. 

STD. DEV. 

#  CASES 

OS 

6.  a 

9 

1.9 

13 

FORTRAN 

6.  3 

a 

£.  1 

10 

STATION 

6.  7 

a 

1.9 

9 

Z 

o 

H 

U 

H 

44 


9  - 

8  - 
7  - 

o  - 

5 

4- 

o  - 
2 

1  - 

8- 

imm  STATiOH 


QiaC:   SYSTEMS  SOFTWARE  TRfilNING  «T  CRI  HEADQUARTERS 

TYPE         MEAN  MIN  MAX  STD. DEV. #  CASESDESCRIPTION 

OS  7.  1       3     10  1.6  £3 

FORTRAN     7. 3       5       9  1.1  1£ 

STATION     7.2       5       9  1.2  9 


OS  TSftlNiNG 


Z 

o 

H 

Q 

tA 
H 
49 


10  n 

Q  - 

Q  - 

7  - 

6  - 

■i_r 

4  - 

3  - 

- 

i  - 


1  I 
!  1 


ON-SITE  CRI  HQ 


QISBC:    OS  TRAINING 

CODE         MEfiN  MIN  MfiX   STD. DEV. #  CftSESDEBCRIPTIDN 


ON-SITE  6.8 
CRI   HQ       7. 1 


1.  9 
1.  6 


13  OS  TRAINING  PT  CUST.SITE 
£3  OS  TRAINING  AT  CRI  HQ 


4 


FORTRAN  THftlMlK^G 


Z 

e 

H 
to 
H 


10 

9  ^ 

8  - 

7  - 
6 

5  H 

3 

2 

I  H 


J. 


ON-SITE  CRI  HQ 


QiaeCi   FORTRAN  TRAINING 

CODE         MEAN  MIN  MAX  STD. DEV. #  CASES  DESCRIPTION 


ON-SITE  6.3 
CRI   HQ  7.3 


8 
9 


£.  1 

1.  1 


la  FORTRAN  TRAINING  AT  CUST. SIT 
1£  FORTRAN  TRAINING  AT  CRI  HQ 


z 

o 

H 
Q 
<L 
I** 
tA 

H 
<E 

49 


IS  n 

9  - 

7  - 

6  - 

5  - 

4  - 

-JS  - 

2  - 

1  - 

5  - 


I 


ON-SITE  CEI  KiJ 


QlSBCi   OS  TRAINING 

CODE         MEftN  MIN  MftX  STD. DEV. #  CftSESDESCRIPTIDN 


ON-SITE     6.  7       £       a  1.9  9  STATION  TRftlNING  AT  OUST.  SITE 

CRI   HD       7.  £       5       9  l.£  9  STATION  TRAINING  AT  CRl  HD 


o 

H 
O 

ITS 


S  W .    ©OCU  MENT  A  T I ON 


•i 


9  1 
t>  _ 

m 
r  - 

6  - 
5 

3  - 

2 

1 
@ 


1  I 

I.  t 


J«,  Ml  1.  I 


QiaP«   SOFTWftRE  DOCUMENTATION 


TYPE  MEfiN 

MIN 

MAX 

STD. DEV# 

CASES 

DESCRIPTION 

FORTN  6.9 

4 

9 

1,4 

83 

FORTRAN 

OS         &.  3 

4 

8 

£4 

OPERATING  SYSTEM 

STN       6.  1 

4 

a 

1.  4 

16 

STATION 

OFT  WARE  COMSSJLTIMG 


Z 

Q 

H 
<! 

44 


10 


■Hi  H 

■Of  _ 

UP 

7 
6 
5 


FORTH    OS  SIN 


QlBDi   SOFTWftRE  CONSULTING 


TYPE  MEAN 

MIN 

MAX 

STD. DEV# 

CASES 

DESCRIPTION 

FORTN  7.8 

5 

10 

1.8 

36 

FORTRAN 

DS         7. 7 

4 

10 

1.8 

30 

OPERATING  SYSTEM 

STN       7. 9 

5 

9 

1.  4 

3& 

STATION 

z 
o 

H 

O 

H 
<C 


MEETING  EXPECTATIONS 


10  -| 
9  - 
8  - 
7 
6 


FIRST  HOW 


QS4i   EXTENT  LIVING  UP  TO  EXPECTftTIONS 

CODE  MEAN       MIN     MAX  STD. DEV.  CASES 


FIRST  8.  3  1  10  2  45 

NOW  8.7         5         10         1.3  45 


z 

o 

H 
U 
<E 


CI?  I    RES  PONS  I U  ENES  S 


10  n 

9  - 

8  - 

7  - 

6  J 

DLL     FIN.  MKTG 


QaiABCi   CRI  RESPONSIVENESS 


CODE 

WEAN 

MIN 

MAX 

STD. DEV.  CPSES 

ALL 

a 

3 

10 

1.  a  44 

FIN. 

a.  1 

3 

10 

£  41 

MKTG 

a.  4 

5 

1(21 

1.5  41 

DESCRIPTION 

TO  OVEROLL  NEEDS 

TD  FINflNCIftL  QUESTIONS 

MPIRKETING  PERSONNEL  HELPFULNESS 


CR I    RES  POMS I U  ENES  S    ( COM/GOU 


H 


10 

9 
8 
7 
6 


Al  I 


COM 
GOU 


FIN. 


QSIAB  I   CRI  RESPONSIVENESS 

TYPE  MEAN  MIN  MftX  STD. DEV. CfiSES  DESCRIPTION 

ftLL       8         3     10  1.8          44  TO  OVERALL  NEEDS 

FIN.  a. 1        3     10  £  41  TO  FINftNCIfiL  QUESTIONS 


STD. DEV. STD. DEV. 
ftLL  FIN  (ALL)  (FIN) 

COM     7.7     7.7  1.8  £.2 

GOV     a.  4     a.  &  1.6  1.6 


Q21fli   OVERfiLL  CRI   RESPONSIVENESS    (BY  REGION) 
REGION  MEftN  MIN.  MfiX.  STD.  DEV.  CPISES  DESCRIPTION 


CEN  a  4  10  1.9  10 

Efts  8  5  10  1.5  9 

PET  7.5  3  10  £.3  11 

WES  8.4  6  10  1.5  14 


CENTRfiL 
EASTERN 
PETROLEUM 
WESTERN 


ALL       a         3     10  l.a         44  ALL   REGIONS  COMBINED 


SENIOR  MGT.    INTERACT I ON 


X 


H 


50 
30 

10 

3 


liiiiiiiiii 


1-4    5-6    7-8  9-18 


Q££C:   FREQUENCY  OF   INTERftCTIQN  WITH  CRI   SENIOR  MfiNfiGEMENT 


RftTINB 

%  TOTPIL  # 

COSES 

MEAN  MIN 

MAX 

STD.  DEV. 

1-4 

10.  4 

4 

5-6 

15.  a 

6 

7-8 

ai.  1 

8 

9-10 

5£.  7 

£0 

TOTAL 

100 

38 

7. 6  1 

10 

£.  3 

■  '■JIH  ju  u  J-fe 


z 

o 

1-4 

H 

U 

<c 

ft* 

H 
<C 

49 


18 
9 
8 
7 

6 


COM  GOU 


□SIC I   MARKETING  RESPONSIVENESS   < COM/ GOV) 


MEAN 

MIN 

MPX 

STD. DEV.  CASES 

DESCRIPTION 

7.  9 

5 

10 

1.5 

£4 

COMMERCIftL 

9.  £ 

7 

10 

1 

17 

GOVERNMENT 

a.  4 

5 

10 

1.5 

41 

COMBINED 

Z 

M 

H 
U 
<E 

H 
« 


9 


8  -i 
7 
6 


CEN    m    PET  UES 


QSlCi   MARKETING  PERSONNEL  HELPFULLNESS   (BY  REGION) 


REGION  MEAN  MIN  MAX  8TD. DEV. CASES  DESCRIPTION 


CEN 

a.  8 

& 

10 

1. 

4 

8 

CENTRAL 

E«S 

7.  8 

5 

1(21 

1. 

a 

10 

EASTERN 

PET 

8 

& 

10 

1. 

4 

10 

PETROLEUM 

WES 

9.  1 

7 

10 

1. 

13 

WESTERN 

ALL     8.4       5  10 


1.5 


41 


ALL   REGIONS  COMBINED 


F'KSQ.  SAL.es  UISIT 


Q  48 


20 

10 


mxa 


z-xm 


i/M 


QSlDs   FREQUENCY  OF  CRI  MfiRKETINB  REP.  VISITS 

CLASS  S  TOTAL     #  CASES  DESCRIPTION 

WEEKLY  15.8  6  ONCE  PER  WEEK 

S-3/M0  31.6  12  2  TO  3  TIMES  PER  MONTH 

1/MO  £6.3  113  ABOUT  ONCE  PER  MONTH 

OTHER  26.3  10  OTHER 

TOTAL  100  38 


TIME  SINCE  LftST  UISIT 


Ma 


40 
30 

20 

10 

0 


1  ut 


2  m 


4  IKS 


QSIE:  TIME  SINCE  LOST  MftRKETINQ  REP.  VISIT 
CLAB8         %  TOTRL     #  CASES  DESCRIPTION 


1  WK  £&.  a  11 

2  WKS  34.2  14 

3  WKS  12=2  5 

4  WKS  2.  4  1 
>4  WKS  24.4  10 

TOTftL  100  41 


l_OCPlL_    SOLES  STftf^F' 

MOSX  ORE  responsive:  ox  the  l_OCftL_  LEVEL- 
KEP'T     TOO     ISOLATED  EROM 

CORF'OROTE     ACTIVITIES,  DECISIONS 
DOrM'  T     HOVE     ENOUGH  OUTHORITY 
LOVE     US     OND     LEOVE  US 


BUV   CRAY  TOMORROW? 


Of 


90  - 
80  - 
70 
60 
50 

40  H 
30 

20  H 

10 

3 


VES 


NO 


QgSfti   BUY  CRAY  TOMQRROUl? 

RATINB     %  TOT.  #  CASES 

YES       97. 3  36 

NO           £.7  1 

TOTAL       100  37 


G!£6B:    WHY  BUY  FROM  CRftY  TOMORROW  MORNING? 

"HftRDWftRE  WELL  DESIGNED" 

"COMPftTIBILITY" 

"NO  ALTERNftTIVE  TODRY" 

"DOLLOR  FOR  DOLLAR,    CRAY   IB  BEST" 

"BUT  " 

"MY  ANSWER  MIGHT  BE  DIFFERENT  A  YEAR  FROM  NOW" 
"OUR  SOFTWARE  NEEDS  MAY   HELP   CRI  COMPETITION" 


9 

COMMENTS    CONCERIMIIMG  SOF"XWftRE 
GOVERNMEIMX  CUSTOMERS 

"IMPROVE  SOF-rWftRE" 

•'<CRI>      SORTUJPIRE    HEl_f='S    COMPET  1  X  I  OIM  " 
"  REP'E#=lTEr>l_Y     SHIP    SW-      THRT    DOESN'T  WORK" 
"IR    UIE    HftD     RELIED    ON    CRftV  SOF=^TWftRE, 
WE    WOUI-D    MAVE    BEEN  MUCM 

RURTHER    BEHIND"  ^ 
"TftKEN    CR«Y    ft    l_ONe    TIME    TO     REALIZE    THft  T 

SORTWftRE     IS    KEY    TO    THE  ENVIRONMENT" 
"IR    CRPIY     SORTWARE    AS    SOOD    AS    THEIR  HW^ 
NO    ONE    COULD    TOUCH  THEM" 


COMMENTS    CONCERNING  SORTWORE 
COMMERCIAL  CUSTOMERS 

"SOF=-TUJftRE     IS    NOT  ROBUST" 

"NOT    AT    SAME    l_EVEI_    AS    OTHER  VENDORS" 
"NEED    MORE  FEATURES" 

"A1_L_    OUR    RAUI_T    F-INDING    WITH  CRI 

RELATES    TO    SOFTWARE " 
« INSURE    COMPATIBILITY    BETWEEN    OS  LEVELS 
"SYSTEMS    SW-      DEVELOPMENT     IS  CRUCIAL" 
"SYS- SW- RAILURE    =    OUR    STRONGEST  CONCERN 
"SORTWARE     IS    CRAY' S  WEAKNESS" 
"CRI     WANTS    TO    GET    AWAY     RROM    SW-  " 
"CRAY     REALLY    LACKING     IN    SYSTEMS    SW- " 


DESIRED    SORTUIfiRE  RUNCXIOIMS 
GOVERNMENT 

"MORE    CXSS    SUPPORT    RROM  CRftY" 

"HIGH    PERFORMANCE    FORTRAN  COMPILER" 
COMMERCI  Al_ 

"CaUALITV,  PORTftBILITY,  ADEQUATE  SECURITY, 
IMPROVED  RUNCTIONftLITY" 

••PROVIDE    SMOOTH    TRANSITION    TO  UNIX'^ 

'•RESOURCE  MANAGEMENT" 

••BETTER    TAPE  SOP-TWARE'^ 

"MORE    SW-      PERF-ORMANCE    MEASUREMENT  TOOLS 


CRI     SENIOR    MONPlCBEIMEIM-r     1 IMXE  RftCX  1 OIM  COMMENTS 
"WPINT    MORE     INRO    ON    WHPlT    CRI      IS  DOING" 
"WOULD    LIKE    ANNUAL    SITE  VISIT" 
"CRI     EXECS    SHOULD    CIRCULATE  MORE 

DURING  CUS" 
"HAVE    ONLY    SEEN     1     CRI  EXEC 

IN    &    YEARS    AT    OUR  SITE" 
"i^lE    GET    ALL    THE  INTERACTION 

THAT    WE  WANT" 


RESP'OtMS  I  VE 
«Vft  I  L_PlEc|_E 

TOO     INFLEXIBLE  REG«RE>S  P'OLICIES 

SOMETIMES     COME  PiCROSS     <=lS  ORROG«IMT 


COMF'ftR  I  SON  =      GOVERNMENT     VERSUS  COMMERCIftl- 


ITEM 


I30VERNMENT 
fiTT I TUDES 


COMMERCI  P»L_ 
ftTT I TUDES 


CRI      IM<=»GEs  ft     CLftSS  P»CT 


NOT     ft     CL_ftSS  ftCT 


STftNDftRD     OF^        CDC,      OTHER  IBM,  DEC, 

COMF'ftRISONs  SUI='ERCOMt='UTER  Jftf^-ftNESE 

VENDORS 


DEC I S I ON 
CR I TER I ft 


SF'EED 
SOf=-TUift  RE 


ftVft  I  L_ftB  I  l_  I  TY 
TOTftL-  NEEDS 


SORTWftRE  s 


SUP'PORT  CTSS 


SUP'P'ORT 

F'RODLJCT  ION 
P'ROCESS  I  NG 


TYP'ICm-     PiDJrECr  I  VES     USED     BY  RESf^'ONDEMirS 


F'OSIXIVE     ADJECTIVES  NEGAIT  I VE  ADJECTIVES 


CL..ASS     COMP'ANY  SEX     I  tM  WRYS 


BESnr     KID     ON  BL_QCK 


GREAT  HARDWARE 


MAKING     P'ROGRESS     ON  F'ROGRESS     IS     "TOO  SL.OUJ 

DEF- 1  C  I  ENC  I  ES 


ARROGANT 


P'OOR  SOF^TWARE 


F-ERCEPTIOIMS    OF"    CRI     ftXT  I TUDES /  CHOIMGE  NEEDED 
CURRENT    CRI     ftTT  1 TUDES        CRI     NEEDS    TO    CHANfBE  T 


MEETIN6    EXPECTATIONS  MEETING    TOTm_  NEEDS 

RIXING    ft    PROBLEM  AVOIDING     PROBLEM  IN 

F^IRST  PLACE 


POLICY  -  CLARIF-ICATION 


UIANTING    TO  HELP 


SCIENTIFIC  LAB 
ORI ENTED 


HARDUIARE  ORIENTED 


CREATING    BETTER  ONES 
QUICKLY 


MAKING     IT  HAPPEN 


RESPOND    TO  COMMERCIAL 
DIRf="ERENCES 


TOTAL     SOLUTION  ORIENT 


5:    OTHER  THINGS  CRl    COULD  DO  TO   II^.PROVE  YOUR  SfiTISFfiCTI  ON 
IBM-RELflTED 

"BE  MORE   REACTIVE  TO   IBM  SOFTWARE  CHANGES" 

"BETTER   INTERCONNECTION  WITH    IBi^  ENVIRONMENT" 
SOFTWARE (GENERAL) 

"SIGNFICANTLY   STRENGTHEN  COS" 

"IMPROVE   SOFTWARE  DIAGNOSTICS" 
HARDWARE  (GENERAL) 

"IMPROVE  HARDWARE  DIAGNOSTICS" 

"IMPROVE   RELIABILITY,    EVEN   IF  HAS  HARDWARE  PENALTY" 
TRAINING 

"TRAIN  PEOPLE  BETTER" 


OTHER  COMMENTS 

•*  REI='EftTEi:>L_Y     CRI     SHIP'S  SOF-TW«RE 

THftT    DOE  SIM'  T  WORK 
"CRftY    HAS    SieiMIRICftlMTLY  IMPROVED 

IN    THE    PftST  YEftR" 
"LIKE    THftT    CRftY     IS  OF'EN 

ftBOUT    F-UTURE    F>L_«NS  " 
".CRI     TRYING    HARD    TO     IMPROVE,      BUT    WE  PIRE 

F-RUSTRftTED    PROGRESS     IS    SO  SLOW" 
"CRI     SHOULD    EXPLftIN    ftDVftNTftSES  OVER 

VECTOR    BETTER    TO    SENIOR    USER    MGT- " 
"CRI     HAS    POTENTIAL    WITHIN    OUR  COMPANY 

THftT    CRI     IS  DISCOURAGING" 
"GREftT    HW-  ,      NEED    TO    WORK    ON    THE    SW-  " 
"HftVE    MORE    CONF=^IDENCE     IN  HARDWI^RE 

THfiN     IN  SOF-TWARE" 


GiUftL.  I  XY 

DEF^  I  IM  I  X  I  ON     IS  CHANGING 

NO     LONGER     =     HOROWftRE  SPEED 
NOW     =  MP»Ri:>UlftRE/SOF'TUI«RE 

ftV«  I  I  L_  I  rV     fiND     REt_  I  P>B  I  L_  I  TY 

CRI     CURRENT     QURL_ITY     IS  = 

SUF'ERIOR     TO     IBM     IN     XERMS     OR  = 
HPlRDUjftRE  SP'EED 


INFERIOR     TO     IBM     IN     TERMS     OR s 
REL_  I  PlEt  I  L_  I  TY 

HftRDUIPlRE/SORTWftRE  SUP'F'ORT 
S«l_ES  SUP'F'ORT 


CR 1  '  S     MftRKET  F'OSITIOIM 

"TO     DftTE  =      ONLY     GftME     IN  TOWN 

VERY     SOON  z      SIGNRICftNT     COMP'ET  I T  I  ON     XMPlT  HP>S 
LESS     t=-«SX     H«RDW<=»RE,  BUT 

MORE     RELIABLE  HftRDUiftRE 
BETTER     SYSTEMS  SOF^TWftRE 

MORE     F^LEXIBLE     BUSINESS  P'OLICIES 
BETTER     END     USER     EMI^'PlTMY,  SUF'F'ORT 


CUSTOMEiR    AT"-r  ITUDES    TOWARDS  CRI 
W«NX     C^RI     TO  SUCCEED 

HftVE:     COMMITTED     REiP'UTftT  I  OIMS     TO  CRI 

imp'Re:sse:d   by   p-roduct'  s   c^p-os  i  l_ i  t  i  es 

ftRE     W0RRIE:D     THS=>T     CRI      IS  = 

-TOO     COMMITTEID     TO     MP»RDW#=IRe  SP'EED 

«re   undeirest  1  m<=>t  I  no    m«rke:t   <=»f:'F'e:«l_  of- 

TOTOl_  F^'EiRF^ORMfttNJCE 

<  H<=lRDUJl=lRE:-«-SORTWfiRE:-i-SUP'f="ORT  > 

humeci_e:ness,     re:sf:'e:ct   f^or  customer 


USER     EXF-ECTAT I  OINJS     f=»RE  INCREftSIIMG 
CUSTOMERS     W«NIX     CRI     XO  F^'ROSF^'ER 
BUT     LOYftLTY     TO     CRI     WILL     t>  I  M  I  N I  <=lS 
COMF'ET  I  r  I  ON  GROWS 


SUMMARY 

CRI  IS  ft  VERY  IMF'RESSIVE  COMP'ftNY 
BUT     COMP'EX  I  X  I  VE     THREftX  IS 

GREATER     THftN     THEY  REALIZE 


CUSTOMERS'      MftllNl     CONCERN     IS  THftT 

CRI      IS     CHANGING     TOO     SLOWLY  REGARDS 
ROLE     OF"  SOF-TW<=>RE 
REftSONftBLE  P'OLICIES 
SUPPORT     ftF^TER     THE  S«LE 
RESPECT     F^OR     THE  CUSTOMER 


> 


CATEGORIES 


BUSir\iESS  STR/\TECB\^ 


SOFTLUARE 


CUSTOMER  SLJR. 


GEr>.lER/\L 


RECOMMEINJD/XTiaiNJS 

BUS    I    l\l  n  ESS        -       STR/\TEG  \^ 

REDUCE    IMAGE    OF:  LJE    ARE    TME  RREMIER 

M/\RDUJ/\RE    RERFORM/MNJCE  X/EfNvlDOR 

IfMCRE/XSE  IMACBE  OF:  UJE  ARE  THE  RREMIER 
\/EI>vlDOR  FOR  TOTAL  C:OMRUTII>JCB  SOLUTIOr^lS 
FOR    THE    LARGE    SCALE    COMRUTIINJG  USER 

CAREFULLN^    DEFH>sJE     RESROINJD  TO 

COr^fMERCIAL    Si/S.    CO\/ER|NJMEr\iT  DIFFEREfvJCES 


RECOMMEIMD/XTIQIMS 


BUSINESS  STR/\XEG    V  5^ 


EXRLICITEDLV    DEFII>OE  THE 
TOTAL    COMRLJTIIMCB    SOLLJTIOIMS    IWl    TERI^S    O  F 


ROLE    OF    CRI    IIM    COMMERCIAL  SMORS 


ROLE    OF    CRI    IINJ    IBM,    DEC.    ETC.  LUORLD 


STROI>UG.    LEADING    EDG^    SVS.  .Sit^Frl); 


ErMM/MNJCED    I.S.    /\r^JD    EI>^JD    USER  SLJR. 


O  O  M  M  E IKHZ)  A  T I  a  r^i  s 

m/^KE    SVSTEMS    SOFTUJARE    QUALIXV.  QLJ/\r>OTITN^ 
A    XaF»  RRIQRITV 

*     SOFT.    INJOliJ    RERCEIX/ED    AS  AFrERTMOUCBMTi 

•  MAKE    IT    /\    M/XJOR    COMRETITIX/E  EDGE 

S         RRO\/IDE  ROUJERFUL: 
OS  FUlNJCXIOrsJS 

  L/M\I(3U/\GES 

_         ARRlrl    t>E\/  TOOLS 


